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1.0 Introduction 
As an initial step in the Queensland Government Agency Libraries Review, a 
literature review was commissioned to guide the research activities and inform the 
development of options for potential future service delivery models for the 
Government agency libraries.  It is acknowledged that the nature of ongoing 
administrative, financial and technological change presents contemporary 
government library and research services with a range of challenges and 
opportunities and it is important to determine how government library services 
might best deal with the challenges. 
The library sector encompasses a number of different types of library: public, 
academic, school and special libraries.  As a government library is identified in the 
literature as falling under the category of a ‘special library’, many of the issues 
impacting on government libraries are common to special libraries.  The literature 
recognises two distinct areas of special librarianship:  the non-commercial sector 
(inclusive of government) and the commercial sector (corporate) (Ralph & 
Sibthorpe, 2009).   O’Connor (2007) has noted that a special library is usually 
dedicated to a particular subject area and the library users are seen to be a defined 
group with specific requirements.   The library is essentially attached to a parent 
organisation and may be segmented according to subject area (eg health, law, 
government, or a professional or corporate body).  The Special Libraries Association 
(SLA), an international association representing information professionals, defines 
special librarians as being “information resource experts who collect, analyze, 
evaluate, package, and disseminate information to facilitate accurate decision-
making in corporate, academic, and government settings” (SLA, 2010a).    
Broad guidelines for special libraries have been developed by the Australian Library 
and Information Association (ALIA, 2010a) to cover management, staffing, finance, 
resources, services and work environment.  Government libraries represent a 
specific sub-group of special libraries.  In Australia, there are government libraries at 
the Federal level as well as at the State and Territory level.  Guidelines for libraries 
of government departments have been developed by the International Federation 
of Library Associations and Institutions (Bolt and Burge, 2008). 
The scope of the review of Queensland Government Agency Libraries has 
stimulated an environmental scan and review of the professional and academic 
literature to consider a range of current perspectives on library and information 
services.  Significant in this review is the focus on the specific issues and challenges 
impacting on contemporary government libraries and their staff.  The review 
incorporates four key areas:   
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• Current directions in government administration 
• Trends in government library services 
• Issues in contemporary special libraries 
• Skills and competencies of special librarians. 
A preliminary scan revealed that there is a plethora of materials in the library 
literature that are relevant to the review.  Consequently, rather than representing 
an exhaustive review, the research has primarily centred on recent journal articles, 
conference papers, reports and web resources.  Commentary prepared by national 
and international library associations has also played a role informing this review, as 
does the relevant State and Federal government documentation and reporting.    
 
2.0 Current directions in government administration 
Issues impacting on government libraries need to be viewed within the immediate 
context of government service delivery.  Governments today, in line with nearly all 
areas of business activity, face a number of challenges that inevitably impact on 
service delivery.   In 2009, the Federal Government embarked on a journey of 
reform of Australian government administration. The initial discussion paper 
outlined six significant areas of challenge: 
• Increasing complexity of policy challenges 
• Increasing public expectations 
• Demographic change (especially the ageing population) 
• Technological change 
• Globalisation 
• Increasing fiscal pressures. 
(Advisory Group on Reform of Australian Government Administration, 2009).   
The Advisory Group is required to develop a blueprint outlining steps to rejuvenate 
the Australian Public Service (APS), to ensure that high levels of performance are 
achieved to provide high quality, effective programs and services that are 
focused on the needs of citizens, to demonstrate efficiency in all aspects of 
government operations and to enable government services to become flexible 
and agile.  Specific goals include the need to develop attributes of greater 
mobility “to build a richer base of skills, ideas and experiences at all levels, as 
well as enabling resources to be easily deployed to high priority areas and the 
need to foster a better environment for cross-organisational collaboration 
through a ‘one-APS’ culture” (Advisory Group on Reform of Australian 
Government Administration, 2009, p.36).    
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Governments are essentially information intensive organisations.  One key focus of 
the government reform agenda in many different jurisdictions is the use of 
information and communications technologies (ICT) to ensure that government 
meets its objectives effectively and efficiently.  In the United Kingdom (UK), there is 
interest in the crucial role to be played by technology to contribute to the 
achievement of government’s strategic priorities (Hallsworth, Nellis & Brass, 2009).  
It is argued that effectiveness and efficiencies can be gained when ICT is used 
strategically and operationally to ensure greater coordination and collaboration 
between agencies.  The Toward Q2 through ICT initiative of the Queensland 
Government outlines the importance of using ICT to meet the community’s 
expectations for services to be delivered “in an efficient, effective and consolidated 
manner” (Queensland Government Chief Information Office, 2009).  The tactical use 
of ICT, through a whole of government strategy, is seen as an enabler to achieve 
accessible government, efficient government, effective government and a strong 
industry/government partnership.  Critical dimensions of the plans include 
improving service delivery, increasing online engagement, enhancing information 
management, creating strong partnerships with industry and reducing operational 
costs.  The value of collaboration between agencies is stressed. 
The speed of technological change can be viewed as a problem for large 
organisations such as governments and major corporations. Very recently, there has 
been lively interest in the opportunities offered by Web 2.0 technologies: at the 
Federal level, the Government 2.0 Taskforce has prepared a study of the adoption 
of, best practice in and barriers to Web 2.0 (e8 Consulting, 2009), while in the UK a 
framework has been developed to evaluate the potential of Web 2.0 technologies 
within government “to breakdown silos, improve citizen service and unleash better 
collaboration within and among agencies” (Accenture, 2009). 
Government libraries are nested within this context of reform, change and 
innovation. The Australian Library and Information Association (ALIA) has for many 
years supported the need for open, equitable and enduring access to government 
information, regardless of format, through policy, guidelines and submissions to 
relevant government committees (ALIA, 2004; ALIA, 2009a; ALIA, 2009b; ALIA, 
2009c; ALIA, 2009d; ALIA, 2009e; ALIA, 2010b).  The profession is sensitive to the 
potentially negative implications of rapid technological change and underscores the 
importance of ensuring that core principles about the creation, use and 
dissemination of government information are in place (ALIA, 2009d).  ALIA has 
specifically highlighted the need to achieve greater collaboration through consistent 
models of resource acquisition and to maximise the potential of electronic 
information (ALIA, 2009c).   
The opportunities for collaboration and cooperation between government libraries 
to manage electronic information have also been highlighted in the submission  
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prepared by the Australian Government Libraries Information Network (AGLIN) for 
the Advisory Group on Reform of Australian Government Administration (AGLIN, 
2009a).  AGLIN has recommended that, in the Federal Government environment, 
options are investigated “for innovative governance, funding, staffing and support 
to allow for the provision of common services and resources across agencies or 
portfolios” and that a review is undertaken to consider “library services and 
resources which could be more effectively provided on a Whole of Government 
basis” (AGLIN, 2009a), for example through a single government web portal for 
electronic resources. 
 
3.0 Trends in government libraries 
Given the highly specialised nature of government libraries within the library sector 
as a whole, it is valuable to review the national and international perspectives of 
government library services and to briefly consider trends within the area of the 
National and State Libraries as higher level government agencies. 
3.1 International perspectives 
In 2008 the International Federation of Library Associations and Institutions (IFLA) 
released a set of Guidelines for Libraries of Government Departments.  The 
guidelines suggest best practices for government libraries and are written for easy 
adaptation to particular services across the world.  IFLA states that “Libraries of 
Government Departments are any libraries that are established and fully supported 
by government to serve government.  (While their primary audience is government, 
the actual audience served may be broader than government.)” (Bolt & Burge, 
2008, p.5). 
In the US, government librarians are represented by a division within the Special 
Libraries Association (SLA) known as the Government Information Division, which 
provides a forum to discuss the value and use of government information and 
government libraries. It is not just for federal, state and local government librarians, 
“but for all users of government information” (SLA, 2010b).  The forum therefore 
examines issues of transparency in government information more specifically, 
rather than the general role of government libraries.  Recent postings in the forum 
have been concerned with future trends in eGovernment, as well as succession 
planning in government libraries due to the ageing of LIS professionals. 
The US government library community was galvanised in 2007, when the 
Environmental Protection Agency (EPA) was threatened with an 80% cut in budget, 
leading to a battle against the closure of 27 libraries in the EPA network. The public 
and union backlash resulted in an investigation by the Government Accountability 
Office (GAO), with a positive outcome to reverse the decision and to allocate an 
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 additional US$1 million to re-open and improve 26 libraries.  The GAO found that 
“the EPA did not adequately consult agency staff, outside experts or stakeholders 
before undertaking the reorganisation [of the EPA], and failed to take into account 
the needs of the public to have access to the materials” (SLA, 2008). 
 
In 2006 Gernand examined the interest in outsourcing both resources and services 
in the government library context.   Some US government libraries were found to be 
structured as part of the operations of a private company, with library staff and 
services available on a contractual basis.  The importance of future-proofing the 
service provided to clients is noted, for example by anticipating technological 
changes and the potential effect on service delivery; by establishing constructive 
relationships with vendors through the establishment of consortia arrangements; 
and by shifting the collection focus through engagement  in “visionary electronic 
initiatives” (Gernand, 2006, p. 123).    
 
In the UK the Chartered Institute of Library and Information Professionals (CILIP) is a 
professional body representing the nation’s library and information professionals 
across all library sectors.  Included in CILIP’s special interest groups is the 
Government Libraries Information Group (GLIG), which represents librarians and 
information staff working within central government or with a direct interest in 
government information (CILIP, 2010a).  In 2005 the UK Government commissioned 
a major initiative to respond to global technological changes, particularly the 
delivery of online information.  The Transformational Government initiative updates 
the concept of eGovernment and the delivery of public services utlising new 
technologies.  Responding to the initiatives in 2006, GLIG recommended the re-
positioning of government LIS professionals to work alongside those in key 
information areas such as IT, project management, marketing, communications and 
research rather than as separate units (CILIP, 2010b). 
Literature from the UK has outlined the impact of privatisation on government 
libraries across the country.  Burge (1999) detailed several case studies during the 
period in which government libraries and their staff underwent significant 
transformations due to privatisation.  The author explains that libraries which were 
most susceptible during the changes were likely to be those least integrated into 
the parent organisation.  The privatisation activities did, however, “very 
dramatically illustrate how important it was that the organisation at all levels 
understands the value of the assets it possesses in its information professionals - an 
ongoing task for us all” (Burge, 1999, p. 19). 
More recently, the literature presents themes around changes in government 
libraries, with technological development at the forefront.   Griffiths (2008) warns of 
the risks of government staff preparing policy documents based on information 
ranked by Google or relying on Wikipedia for their evidence base, emphasising the  
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importance of a clearer understanding the roles to be played by information 
professionals.  He suggests the traditional boundaries between knowledge 
management, records management and library staff are blurring.  Griffith describes 
these changes as similar to those in the 1990s when library and IT roles “converged” 
and that this type of convergence provides greater opportunities for professional 
and personal development within the library profession. 
Government libraries in New Zealand represent the largest cohort of special 
libraries in the country.  Ralph and Sibthorpe’s (2009) comprehensive review of 
special libraries in New Zealand groups the government libraries into sectors 
(government ministries and departments, Crown research institutes, state owned 
enterprises Crown equity companies, Parliament, regional and local government 
authorities).  The review highlights the significant trends in government libraries as 
being centered on rationalisation and mergers of agencies, the centralisation of 
resources in Wellington and concerns about reductions in physical space allocation.  
However, government librarians and staff generally work directly alongside their 
client groups, either physically or within work teams, indicative of their alignment to 
the goals of the organisation. 
Rendell and Wallace (2006) detail the merger of six separate libraries within the 
Ministry of Education in New Zealand.  The authors discuss the challenges around 
amalgamation, rationalisation of the collections, development of the web platform 
for services, the creation of new staff roles, training and the promotion of a new 
shared service.  Findings from the merger indicated that there were not only 
significant savings in expenditure but also that the new service had maintained a 
high level of service in regards to research and policy work, evidence-based practice 
and, importantly, had enhanced the professional development of clients in their 
own information skills.  The merger resulted in a reduction in physical library space, 
but the virtual library presence now extends nationwide to reach users across the 
whole education sector. 
3.2 Australian perspectives 
While various groups within ALIA represent the interests of LIS professionals and 
provide a forum for special libraries in Australia, The Australian Government 
Libraries Information Network (AGLIN) specifically represents Australian Federal 
Government library and information services.   AGLIN members focus on the 
facilitation of information provision to clients within the Australian Public Service.  
The group has recognised that there is currently no cohesive model for government 
library services, nor are there any real guidelines for good practice across the 
sector.  AGLIN’s Statement of Strategic Intent 2009 -2013 (2009b) highlights the 
challenges of the current economic climate and the associated demands on 
government libraries, as well as the general low levels of understanding of the costs 
and value of quality information and services: “new resource management  
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frameworks have resulted in greater accountability, greater scrutiny of resources 
and decision making at higher levels, with a concomitant decrease in flexibility for 
libraries” (p.4).  AGLIN notes that following the review of Federal Government 
administration, there was “ a move towards shared services” and “a greater 
requirement for coordinated procurement across government” (p.4).  The features 
of the digital age are noted: 
As a result of technological change, vast amounts of information 
are available and there are greater opportunities for information 
sharing, collaboration and interactive government.  Increasing 
specialisation in categories of knowledge adds to the depth of 
knowledge and information available at the same time as inter-
disciplinary approaches are growing. 
(AGLIN, 2009b, p.4) 
In the context of Federal Government libraries, the case study of a national 
coordinated approach to library service delivery outlines how ‘re-engineering’ can 
benefit the organisation as a whole.  Factors contributing to the review of the 
library services within the Australian Government Solicitor (AGS), now operating as 
a commercial law firm, paint a familiar picture: 
• Clients appreciated the libraries, but considered them a significant support 
overhead in financial terms 
• Librarians were not perceived as proactive 
• There was no leadership, nor clear strategic or business direction 
• There was a view that junior lawyers could do the same work – at less cost 
• The need for physical library collections may be anachronistic in the digital 
age. 
(Abbott & Brickell, 2008, p.26) 
The review of AGS libraries has resulted in a new model of service delivery that 
focuses on cohesion and collaboration, with a nationally coordinated network of 
operations.  The new structure has a national library manager, supported by specific 
national roles that can deliver “real value and cost savings to the organisation” 
(p.26).  A centralised research management system, iRequest, was a central feature 
of the business processes. 
A number of government library services in Queensland have periodically 
undertaken internal reviews of their processes and client services.   In 2002,  a 
Queensland Treasury program known as ASAP (Aligning Services and Priorities), 
established to rationalise government services and undertook a review of libraries 
was inclusive of a survey of select government libraries, including the State Library 
(Queensland Treasury, 2003).  The purpose of the review was to progress a whole 
ofgovernment approach to the delivery of library services.  The inclusion of the  
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State Library in the collection of data on collections and services presented a broad 
picture of library services and collections funded by the State Government, but 
made it difficult to identify the unique issues faced by agency libraries.  The review 
produced four key recommendations that focused on the development of a whole 
of government approach to service delivery, purchasing and governance.   
In 1998, the Queensland Government Libraries Consortium (QGLC) was established, 
which is recognised as one of Australia’s most successful special library consortia 
(Drummond & Campbell, 2003; Sayers, 2004).   Consortial arrangements have been 
detailed in the library literature as playing a significant role in acquisition 
affordability (Drummond and Campbell, 2003; Sayers, 2004; Genoni, 2007; 
Missingham, 2009).  The purpose of QGLC is “to enhance the provision of high 
quality and efficient library, information and research services to Queensland 
Government through collaboration of member libraries” (QGLC, 2009).  QGLC, with 
28 current members, sees that it can play a key role in advancing the priorities of 
the State Government as presented in the Toward Q2 strategies: 
Underpinning Q2’s success are the recurring concepts of skills, 
education, innovation, knowledge industries, research and 
development, and the global race for new knowledge acquisition. It 
is a clear message that future success hinges on Queensland’s 
ability to release and augment the collective knowledge of the 
State. 
(QGLC, 2009, p.5) 
In particular, QGLC seeks to achieve direct cost savings through building economies 
of scale, reducing duplication, increasing resource utilisation, while adding value to 
government services through the increased efficiencies and productivity of agency 
staff, and developing the information skills of library professionals and their staff. 
In 2009, the Victorian Government released a plan for a shared library service in 
response to the Victorian Government’s Efficient Government Policy which 
mandated a future approach to corporate services with the introduction of a Whole 
of Victorian Government (WoVG) approach to shared services.    The plan impacted 
on 14 government libraries, replacing existing departmental staffing arrangements 
with a single employer model.  The consolidated service is expected to deliver 
financial savings, reduce the costs and delays associated with service delivery and 
enhance workforce productivity through stronger collaboration and cooperation 
(Department of Treasury and Finance, 2009, p.6).  A number of libraries are to be 
co-located.  In order to achieve the vision of the shared library service, a Library 
Strategic Projects Unit has been established to oversee the process, with a series of 
sub-projects to encompass library intranet development, subscription planning, 
library systems and library and research services.  The Victorian Government 
Libraries Association (ViGLA) endorsed in principle the whole of government library 
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service, but recommended effective consultation with key stakeholders to better 
understand the full implications of the new model (ViGLA, 2009).  
3.3 National and State libraries 
The literature also discusses access to information from the perspective of the 
National and State Libraries.  ALIA and Public Libraries Australia’s submission to the 
National 2020 Summit in 2008 recognised the impact of a new national broadband 
network and the increased access to online information (ALIA, 2008).  In her 
discussion on national consortia arrangements, Missingham (2009) adds that 
although various consortia serve different library communities, there is often an 
overlap in information requirements.  The establishment of the Electronic 
Resources Australia (ERA) initiative in 2007 illustrates a national approach to 
purchasing consortium for all Australian libraries.  AGLIN, ViGLA and the 
Government Libraries and Information Network in NSW (GLINN) have all played a 
role in the national licensing forums, along with the National and State Libraries of 
Australasia (NSLA) consortium, the Council of Australian University Librarians 
(CAUL), CSIRO, Association of Parliamentary Libraries of Australasia (APLA), ALIA and 
other bodies representing the diverse nature of the Australian library sector. 
Resources accessible through members of ERA include databases covering general 
reference, Australian news and business, health, science and the social sciences. 
In the UK, the Chief Executive of the British Library, Dame Lynn Brindley, has 
identified six issues that will impact on libraries in the immediate future: 
• The electronic data ‘deluge’, which impacts of the organisation, storage and 
curation of data 
• Collaborative and participative approaches to information creation, 
management and distribution 
• Digitisation of unique materials 
• The need for a deeper understanding of critical information analysis skills 
• Digital preservation and archiving, particularly in the context of government 
information 
•  Spaces: to support creative networking and interaction.   
(Brindley, 2009) 
 
Brindley predicts, that in the future, knowledge will never have been so freely 
available, yet coherent understanding will never have been so tantalisingly elusive.   
She also suggests that there are opportunities to shape “interactions with 
knowledge creation, knowledge ordering and dissemination, and knowledge 
interaction” (2009, p.11).  The government librarian can be – and should be – a key 
player in this space. 
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In line with the rapid transformations in online environments, the members of 
NSLA, ie the State and Territory Libraries, National Library of Australia and National 
Library of New Zealand are collaboratively involved in the Re-Imagining Libraries 
program with plans to take “a system-wide view of the impact of the changing 
networked and online environment, unbundling our activities and exploring new 
services and approaches” (National and State Libraries Australasia, 2010).  The plan 
has initiated ten current projects principally around digitisation, connectivity and 
information delivery in a networked environment, with the goals of reducing 
duplication, encouraging collaboration and fostering innovation.  The State Library 
of Queensland (SLQ) is rising to the challenge of making physical spaces “inspiring, 
cool and happening places (Brindley, 2009, p.11).  SLQ has recently opened a new 
digital resource centre, the Edge, as a place for “creating, experimenting, 
connecting”, where people can go to find out about and use digital technologies to 
create “art, design, gaming, engineering, sound, science, craft and architecture” 
(Sorensen, 2010, p.17). 
 
4.0   Issues in special libraries 
The literature reports the difficulty of obtaining current statistics around the 
number of special libraries in Australia.  O’Connor (2007) and Ralph and Sibthorpe 
(2009) refer to the number reported in 1999 and conclude that there were around 
1125 special libraries in Australia, but it is suggested that this number would now be 
reduced due to downsizing and restructuring over the past decade.  A search on 
Australian Libraries Gateway (www.nla.gov.au/libraries) indicates that there are 
currently approximately 1660 special libraries and around 580 government libraries.   
However, it is difficult to determine the accuracy of the data as some entries in the 
database are in fact branches of a central library or represent unstaffed collections. 
Essentially, special libraries are subject to constant change.  Key issues, challenges 
and trends emerge in the literature that should be considered within the context of 
the current review, including the need to clearly articulate the value of the library 
service to the parent body; opportunities for strategic alignment and embedding 
library services in the parent organisation; and marketing and promotion of library 
services.  
4.1 Measuring value 
The literature discusses the challenges of measuring the value of library and 
information services.  Typically, libraries undertake an evaluation through 
measuring the level of client service, for example through surveys and focus groups.  
It is also highly valuable to collect the views and opinions of non-users “as this 
enables decision makers to develop an understanding of not only what they could  
be providing that people are getting elsewhere, but also what they are providing  
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that people have no need of” (Henczel, 2006).  While academic libraries frequently 
utilise measurement tools such as InSync Surveys and LibQual+, enabling them to 
benchmark their operations and services with other similar libraries, special libraries 
generally develop their own survey instruments in-house. 
 
A second standard approach to evaluation is the measurement is the collections 
and services. 
 
Historically, the measurement of collections size and the usage of 
resources and services in the special library environment has been 
primarily quantitative, focussing on staffing (numbers, levels, etc.), 
budgets (staffing, collections, equipment, technology, space), 
collection size – physical and electronic (titles, volumes, 
subscriptions, linear metres, etc), the usage of physical items (loans, 
inhouse usage (e.g. items re-shelved), etc.), usage of electronic 
services (databases, e-journals, e-books, etc.) and the usage of 
services (inter-library loans, reference, user instruction, etc.). 
(Henczel, 2006, p.11) 
 
The quantitative data collected can be used to justify the present library service and 
support decisions about resourcing (eg funding, space, staffing, collections and 
technology requirements). 
However, while many libraries collect statistics on the use made of resources and/or 
reference and research services, it is also important for special libraries to 
demonstrate their worth and capture their intangible value.  VA Library Service 
(2006) prepared a bibliography/webliography of resources that discuss the rationale 
for determining the value of library and information services.  Key issues include 
measuring impact and calculating return on investment.  Woldring (2001) 
undertook more detailed work, reviewing and synthesising the professional 
literature.   
There are several studies that are regularly referenced in the literature: Broadbent 
and Lofgren (1991), Matazzaro and Prusak (1995), Griffiths and King (1997), Walsh 
and Greenshields (1998) and Portugal (2000).  Broadbent and Lofgren (1991) 
utilised a priority and performance methodology to consider the critical success 
factors as a process to measure library success, to identify the strengths of the 
service, as well as opportunities for improvement.  In 1995, Matazzaro and Prusak 
published the findings from a study of senior managers with budgetary 
responsibility for the corporate library in order to determine its value to the 
organisation. One third of managers noted the intrinsic value of the library to 
decision making, but it was found that the role of the library was not easily 
understood and consequently often undervalued.  The question of intangible 
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values was addressed by Portugal (2000), with a workbook offering four different 
measurement approaches: return on investment and cost benefit analysis, 
knowledge value-added, Intranet team forums and intellectual capital valuation. 
Griffiths and King (1997) approached the issue from the perspective of the extent to 
which library services achieve cost savings for the users.  Their argument was that 
the principal factor in valuing a library was the cost of the user’s time to acquire the 
necessary information.  Findings from a number of studies by Griffiths and King 
have demonstrated that the information users obtain through the special library is a 
far cheaper alternative than the users spending their professional time trying to 
locate the information.   
In the government sector, however, it is not easy to ascribe a monetary value to the 
agency’s use of information, so the focus is more keenly on the benefit perceived by 
the client.  Henczel (2006) has highlighted the need to “not only capture data about 
how the library is perceived by clients and how the resources allocated for library 
services are being used, but also how the organisation is benefiting in a business 
sense by retaining its library service to maximise the efficient delivery of 
information to support business processes today and into the future” (2006, p.7). 
It must be stressed that the majority of valuation studies were completed before 
end-user searching at the desktop.   
 
Recent years have seen dramatic changes in publishing and the 
approach to information dissemination by information creators. 
Consequently, much of the information previously sourced, 
purchased, stored and disseminated by information professionals is 
now available on the internet (e.g. company annual reports, 
research reports, statistical information, government reports, etc.). 
People can access this information independently and often at little 
or no cost.  
(Henczel, 2006, p.8) 
The Internet has certainly provided increased access to information, as well as 
increasing the amount of non-authoritative information.   There is scant research 
into the amount of time spent searching and finding – or indeed searching and not 
finding – the required information: “As well as being a significant cost to an 
organisation in terms of staff time, this behaviour increases an  organisation’s 
‘information risk’ through the use of unauthoritative, incorrect, incomplete or 
inappropriate information that leads to inaccurate or untrackable information in 
reports and other information products created within the organisation” (Henczel, 
2006, p9).   It has been argued that library and information professionals have the 
opportunity to help clients focus on information quality and to develop the 
necessary critical appraisal skills.    Mills (2007), in his discussion on the relationship  
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between librarian and client, highlights the significance of information literacy 
education for clients.  These views are echoed by O’Connor (2007) and Brindley 
(2009).  
Over a decade ago, ALIA conducted an exploratory study which included a number 
of critical questions:  
• What services provided by the corporate library are valuable to the 
organisation? 
• Which services are missing? 
• What services would they like to see offered in the future? 
• How does the library contribute to the strategy of the company? 
• What is the perceived value of the library at the policy level? 
• What competencies of library staff are most valued by management? 
(Walsh & Greenshields, 1998) 
Woldring has commented that “a major threat to Australian corporate libraries (and 
presumably government sector special libraries), is the ignorance of their role in the 
corporate structure and the contribution they make towards the achievement of 
company goals” (2001, p.286).   Henczel (2006) argues that, if a library is to be seen 
as a strategic player within the organisation, a process needs to be developed to 
determine how well the information managed and provided by the library services 
contributes to organisational success.   
 
Tenopir and King (2000) identified a number of ways in which the library service 
could contribute to organisational success. They reiterated the fact that the 
provision of information to researchers and other knowledge workers could be 
achieved less expensively than through alternate sources, and no less effectively.  
They also noted that there was likely to be an improvement in the quality of work 
performed by staff, as well as an increase in productivity.  This could shorten the 
time required to move new products (or ideas) from discovery to the marketplace 
(or policy development).  The ultimate time savings for researchers was translated 
into financial terms:  
 
Tenopir and King concluded that without a library it would cost 
approximately 2.9 times the cost of having a library to obtain the 
library-provided information absolutely required by scientists and 
others to do their jobs. They went further to conclude (p208): 
'...when factoring in the benefits that would be lost by not having 
access to the necessary information, it actually would cost 
approximately 7.2 times more not to have a library than it does to 
have one.' 
(McCallum & Quinn, 2004, p.63) 
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Nevertheless, each special library service has unique characteristics and attributes, 
which makes the process of measuring value exceptionally challenging.  While there 
is a keen awareness that all libraries – public, academic, school and special – need 
to articulate their value, there are currently no systematic methods that will allow 
for rigorous data collection and analysis.  Constant technological developments 
further add to the challenge.   The use of Web 2.0 technologies enables active client 
participation in the information process, meaning the boundaries are blurring 
between the library and their clients.  Library 2.0 “uses the principles of Web 2.0 to 
engage, partner and collaborate with users within the framework of facilitating 
information services” (Feighan & Lewis, 2008).  This means that much of the 
information work, in a Library 2.0 environment, is conducted by the clients 
themselves, so that it is even more difficult to measure and report on ‘information 
collections and services’.    
... given the demonstrated rapid developments and the ‘beta is 
forever’ framework of Library 2.0, the traditional way of developing 
and rolling out library standards and metrics may no longer apply.  
As soon as the metric is developed, the technology has moved on. 
How then do libraries report the value of Library 2.0 activities when 
beta is forever? 
(Feighan & Lewis, 2008, p.7) 
Henczel notes that as an increasing number of clients are working on their research 
tasks independently, they may only contact library staff  “when they reach a dead 
end, if at all” (2006, p.9).  The library staff may therefore be no longer ‘in the loop’ 
to know about the topics of the research and the emerging needs of clients, 
effectively limiting the opportunities “to proactively develop new services and 
introduce new resources” (Henczel, 2006, p.9).    
The ‘iRequest’ service offered by the Australian Government Solicitor library 
services, utilising the software platform Reftracker, has contributed to the ability 
“to capture business intelligence in terms of adding value to the organisation”.  The 
development of a knowledge base has ensured the effective use of research and 
reduced the duplication of effort across the organisation.   The statistical data about 
the knowledge base “can be … extrapolated to produce financial data about what 
research and other activities are costing the organisation, as well as how much 
time- and cost-effective research is saving the organisation” (Abbott & Brickell, 
2008, p.28). 
4.2 Strategic alignment and embedding library services 
 
O’Connor (2007) has reported that special libraries are distinctly different from 
other libraries in that the resources and services are directly aligned with the 
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requirements and direction of the parent organisation.  Clear examples of this 
alignment in government libraries are the evolving roles of health libraries to 
support their clients in the area of evidence-based practice.  The Clinicians 
Knowledge Network (CKN) was launched in 2001 within Queensland Health and 
supports the various levels of staff in the health environment by providing access to 
two principal resource types:  point of care (ready reference) and research 
resources (textbooks, journals, citation databases) (Hall, 2008). 
 
 
Another Queensland case study identified in the literature, reports on the 
progression of services provided by Legal Aid Queensland.  Bratchford and Davies 
(2009) use the term ‘guerilla librarianship’ to describe the organisation’s approach 
to professional practice adding that, like guerillas, library staff need to be “…mobile, 
nimble, flexible, able to operate with few resources ... good at forming alliances to 
create a big impact ...” (p.5).  The authors outline ‘strategies’ to stay viable in a 
corporate environment, for example through working directly with the in-house 
legal service and other key areas, to provide knowledge management solutions that 
can be ‘embedded’ into the organisation’s business process (p.8).  Partnerships with 
web and IT staff have brought about the design and development of legal databases 
resulting in increased levels of service and a greater appreciation of the value of the 
library.  
 
Recent literature from the US calls on special librarians and information specialists 
to become more visible in their alignment to their clients’ business goals: “We must 
find ways to involve ourselves in projects, products and plans that not only ensure 
our continued employment but also have a positive effect on the bottom line” 
(Cromity & Miller, 2009, p.29).  ‘Embedding’ may take on the form of developing 
expertise in a particular area (for example, the use of social networking tools in a 
corporate environment), accepting new roles and responsibilities and making 
connections with people in key positions.  A recent interview with a group of special 
librarians noted that “Embedded librarianship offers opportunities that are equally 
as important as staying within a traditional library” (Hart, Huffman, Hunt & Lee, 
2009, p.30).  There are new opportunities to utilise the expertise and skills of library 
and information professionals:  
 
I believe libraries, as we know them, will not exist; the need for 
information professionals, however, will grow.  They will be co-
located with their clients and work side by side with them on projects 
to obtain better outcomes for their parent organizations… We need 
to educate information professionals not to expect to be located in a 
physical library but to think outside what has been done in the past.  
(Hart et al, 2009, p.30) 
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The SLA has recently sponsored research in the US to investigate the ‘embedded 
services model’, to identify the factors that contribute to the success and 
sustainability of good practice (Shumaker & Talley, 2009).  
 
The term ‘embedded librarianship’ is widely used in the professional 
literature. It describes a variety of service innovations in a variety of 
organizational settings. It is used to describe the work of an academic 
librarian who participates in an academic course on an ongoing basis, 
teaching information literacy skills. It encompasses the work of 
librarians in a research institute or corporation whose offices are 
moved from a central library to their customer groups, so that they 
can work more closely with the members of those groups. It includes 
the role of a medical librarian who goes on ‘rounds’ and participates 
in clinical care teams.  
(Shumaker & Talley, 2009, p.4) 
 
The impact of clinical librarianship and evidence based practice in Queensland 
Health (QH) has been noted by Hall (2008), following the move of responsibilities 
for the Clinical Knowledge Network (CKN) from the Information Division to the QH 
Libraries:  “the increased profile and exposure of the QH Libraries associated with 
the move of the CKN has seen increased recognition amongst clinicians of the 
searching expertise amongst librarians, with a commensurate increase in database 
search requests, particularly on complex clinical topics” (Hall, 2008, p.12).  The 
identification of areas of strategic importance within QH Libraries has contributed 
to a stronger concentration on marketing, education and training. 
 
The SLA research project has involved three phases of data gathering: a survey of 
SLA members to identify a target group of ‘embedded’ professionals; a follow-up 
survey of the specific target group to collate data on the services and service 
providers; and in-depth interviews with the embedded librarians, their managers 
and their clients. It was found that successful embedded librarians “are excellent 
relationship builders, with strong knowledge of their customers’ work, and they 
deliver highly sophisticated, value-added services” (Shumaker & Talley, 2009, p.7). 
The authors affirmed the widespread nature of embedded library services in a 
range of organisations, including higher education, health services, legal and 
professional services and government agencies.  The key recommendations were to 
develop strategies to strengthen the practice, rather than depend on the excellence 
of individual information professionals.  Managers of library services are 
encouraged to hire library staff who can build relationships; enable them to learn 
about the parent organisation and the subject domain of their clients; empower 
them to identify and offer the services their clients need most; build manager-to-
manager alliances and communicate effectively with client managers; support the 
embedded librarian’s work by enabling them to reach back into the central library  
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staff for support and to share knowledge with other embedded librarians in the 
organisation; promote embedded services effectively; and systematically evaluate 
the embedded services (Shumaker & Talley, 2009).    
 
The research has also generated a number of useful case studies to outline 
examples of good practice.  The resources published by SLA generally, such as the 
journal Information Outlook, represent a rich source of information on trends in 
special libraries and contemporary models of service.  At the local level, Abbott and 
Brickell have stressed the importance of implementing strategic business tools that 
project a mature model of contemporary service.  The AGS library toolkit includes 
the delineation of the service’s mission, core values and strategic priorities. A  five-
year business plan, a communication and promotion strategy, and engagement with 
clients through online and face-to-face channels reflect the alignment with 
organisational objectives. 
 
4.3  Marketing and promotion 
 
The literature abounds in information and discussions around the importance of 
marketing and promoting library services.  Marketing a library service can, in itself, 
be viewed as a means of adding value to the service by articulating a clear 
understanding of the merits of the service (Singh, 2009).  The IFLA guidelines on 
government libraries point towards the importance of developing a marketing 
policy and a distinct marketing plan with the primary focus on defining, reinforcing 
and illustrating the value of the library and the service provided (Goeckeritz, 2008).  
It is important to move beyond the actual collections and resources when 
promoting the library and information services, as Affelt argues:  
Your marketing materials need to reflect the language and priorities 
of your constituents.  For example, newsletters or other outreach 
efforts should emphasise the content and uniqueness of the 
information, not the database’s brand name. Rather than focus on 
the number of projects you complete, highlight the value of the 
personalization, customization and attention to detail in the 
services you provide. Value is much more important than volume. 
(Affelt, 2009, p.37) 
A number of issues can come into play in the context of government libraries.  As 
government libraries are often small with a targeted clientele, there may be a 
feeling that there is ‘captive market’, with marketing sadly being almost an 
afterthought.  However, effective marketing involves identifying client needs, 
developing services to meet those needs, building and sustaining relationships and 
creating value for the clients served (Schachter, 2008).  A survey of SLA members 
conducted in 2008 revealed that most special libraries and information centres 
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were incorporating marketing, promotion and advocacy into their business 
processes.  The most effective methods included: 
• Word-of-mouth 
• Relationships 
• Newsletter and website 
• Annual open house/social/chocolate 
• Face-to-face interactions/ elevator pitch 
• Targeted messaging to current needs 
(Schachter, 2008, p.45) 
However, it was found that there were untapped opportunities to do more and 
better branding and to adopt and adapt Web 2.0 tools for promotional purposes.  
Part of the challenge for special libraries is to reach the non-users, to market the 
value of the services available.  A recent Outsell report (2009) indicates that three 
out of four knowledge workers prefer to undertake their own searching, despite 
their search failure rate of 36%.  “Libraries can add tremendous value in 
organizations, but in this do-it-yourself information age, many knowledge workers 
and executives do not know what they are missing when they bypass the library” 
(Outsell, 2009).  It is recommended that special libraries take advantage of new 
approaches to marketing through library applications for mobile devices (Latham, 
2009) or through library blogs and wikis (Konieczko, 2007).  Vilkins and O’Carroll 
(2009) reviewed the recent use of blogs and RSS feeds in one Queensland 
government library as a means of delivering information directly to their clients.   
The authors discuss the positive feedback from clients and the benefits of the 
service, not only to clients but to staff as well: 
The development of these new delivery methods has been a 
collaborative effort, giving staff the opportunity to learn new 
technologies and to use them in a meaningful way.  The library has 
also been able to share new technology confidently with clients to 
help them find ways to improve their work processes. 
          (Vilkins & O’Carroll, 2009, p.11) 
 
Tools such as blogs, wikis and RSS feeds demonstrate potential areas where 
librarians can expand their training or assistance roles.  An in-depth study of 
information literacy activities in Australian government libraries was undertaken by 
Kirton, Barham and Brady (2008) who surveyed government librarians in 2007-
2008.  Respondents saw the responsibility for information literacy training as an 
activity shared between themselves, clients and often another department (eg IT or 
records). The authors noted: 
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Training or instruction traditionally occurs for library catalogues and 
databases, however there are new opportunities arising in the online 
environment and Web 2.0 tools in particular. Some examples include 
teaching advanced Internet searching (such as highlighting the use of 
Boolean logic, or the 'hidden web' and specific subject resources), 
teaching information management software such as EndNote, 
demonstrating the increasing range of new information sources such 
as blogs, and utilising current awareness tools such as RSS. These are 
just a few of the potential areas for librarians to expand their training 
or assistance to their clients.  
(Kirton et al, 2008, p.254) 
 
There are certainly good opportunities for library and information professionals to 
contribute to the improvement of clients’ information literacy skills, which would 
serve to raise the profile of the librarian as an information specialist within the 
organisation.   
 
Two industry studies are worthy of mention as they draw together many of the 
issues discussed in this section of the literature review.  Firstly, there was a study of 
corporate information centres in the US which was set against the background of 
the proliferation of electronic resources on employee desktops and tightening 
corporate budgets.  Successful libraries have had to “proactively market themselves 
to demonstrate their impact on the bottom line” (Best Practices LLC, 2003).   This 
study of 25 pharmaceutical companies revealed that: 
 
 Best-in-class libraries take time to research and understand client needs to 
align their services and resources around those needs 
 Innovative information centre professionals embed themselves in their client 
organization, whether through attending meetings, serving on their teams, 
or formally partnering with them by co-locating within their departments 
 The best libraries segment and customize their information products to 
provide the right information in the right amounts to targeted user groups 
 The best libraries market themselves as value centres rather than cost 
centres.  
(Best Practices LLC, 2003) 
 
The second study focuses on the information behaviours of ‘knowledge workers’, 
who believe that information exists only within the organisation or on the Internet.  
“Knowledge workers primary work activities define their role: creating, processing, 
analyzing, and communicating information. If these highly skilled employees lack 
authoritative information to inform their decisions, their work is compromised” 
(Owens, 2008, p.2).  Many businesses, however, seem to have a blind spot when it 
comes to access to high quality business information.  Much of this information is  
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stored in databases of reports, journals, books, news, which need sophisticated 
information management skills.  
 
Workers lack awareness of the library’s role in information 
management. Many information centers have surrendered their 
physical spaces as their resources have become largely electronic.  
When an information team is out of sight, it can also fall ‘out of 
mind’.  Marketing, branding and great customer service can help 
prevent this awareness problem. 
(Owens, 2008, p.2) 
Owens promotes the Information Resource Management Maturity Model, where 
the librarian moves from being gatekeeper to information intermediary, through to 
facilitator, being “embedded in a business context and making connections 
between business needs and available resources” and ultimately to become the 
knowledge enabler and catalyst, whereby end users interact with diverse 
information within their social network. “A highly connected librarian ensures that 
comprehensive resources are available, people are linked to other people, and 
technology is optimised” (Owens, 2008, p.12).  Strategic marketing strategies are 
required to convey the value that the library and information professional can add 
by being positioned at the intersection between content, people and technology.   
 
5.0 Skills and competencies of special librarians 
A number of professional organisations have developed frameworks of skills and 
competencies for their members.  Relevant to the present discussion are SLA and 
the Federal Library and Information Center Committee (FLICC) of the Library of 
Congress.  SLA draws on the Competencies for information professionals of the 21st 
century (2003) while FLICC  has developed a set of Federal Librarian Competencies 
(2008).  Both sets delineate the core areas of knowledge, skills and attributes 
considered important to the profession.  The overarching frameworks consider both 
the specialised and the generic competencies required by information professionals 
and are expanded to give considerable detail about the desired skills, but present 
them in different ways.  The frameworks for SLA and FLICC are briefly presented, 
but reference to the full documents is necessary to gain an understanding of the full 
capabilities of the information professional.  
 
SLA competencies 
• Core competencies 
o Professional knowledge development 
o Professional ethics 
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• Professional competencies 
o Managing information organisations 
o Managing information resources 
o Managing information services 
o Applying information tools and technologies 
• Personal competencies 
o Seeks out challenges and capitalizes on new opportunities  
o Sees the big picture  
o Communicates effectively  
o Presents ideas clearly; negotiates confidently and persuasively  
o Creates partnerships and alliances  
o Builds an environment of mutual respect and trust; respects and values 
diversity  
o Employs a team approach; recognizes the balance of collaborating, leading 
and following  
o Takes calculated risks; shows courage and tenacity when faced with 
opposition  
o Plans, prioritises and focuses on what is critical  
o Demonstrates personal career planning  
o Thinks creatively and innovatively; seeks new or ‘reinventing’ opportunities  
o Recognizes the value of professional networking and personal career 
planning  
o Balances work, family and community obligations  
o Remains flexible and positive in a time of continuing change  
o Celebrates achievements for self and others  
 
FLICC competencies 
• Agency and Organization Knowledge 
o Agency and Organization Context and Culture 
o  Federal Laws and Regulations 
o Agency’s Regulations, Policies and Guidelines 
 
• Library Leadership and Advocacy 
o  Administration and Management 
o Supervision and Human Resources 
o Public Relations and Library Promotion 
o Professional Development 
o Program Development and Outreach 
o Best Practices and Evaluation 
 
• Reference and Research 
o Research Analysis and Search Strategies 
o Research Tools and Services 
o Customer Education and Training 
 
 
Queensland Government Agency Libraries Review 
 
Literature Review 26 
12 March 2010 
 
• Collection Management 
o Collection Development 
o Acquisitions 
o Resource Sharing 
o Rights Management 
o Resource Protection and Preservation 
o Collection Access and Control 
 
• Content Organization and Structure 
o Cataloging, Classification and Metadata 
 
• Library Technology Management 
o Technology 
o Library and Content Management Systems 
o Information Assurance and Security 
 
• Specialized Knowledge, Skills, and Abilities 
o Specialized Subject Knowledge 
o Language 
 
While it may be argued that these sets of competencies are still rather ‘traditional’ 
in focus, one of the strengths of the SLA document is the use of business 
terminology, rather than library terms, to describe the skills and attributes of 
information professionals.   
Australian special libraries are seen to be undergoing transformation, in a similar 
way to their UK and US counterparts, in response to the changing nature of the 
global economy and the growing complexity of the information.   Lor (2008) 
succinctly summarises the proliferation of literature and research around Web 2.0: 
“Modern information and communications technologies (ICTs) are bringing about a 
profound transformation in the information and knowledge landscape, affecting the 
creation, distribution, dissemination and repackaging of information as well as the 
interactive sharing of knowledge” (p. 4).  One concern raised frequently in the 
library literature is that, these days, the majority of information can be located on 
the Internet with the assumption that this free information will be accurate and 
current.  Brindley (2009) recognises that libraries and information services must 
come to the forefront and provide a service to their client that adds value “beyond 
the search engine” (p.5).  The author adds that new research techniques and multi-
media capabilities need to be exploited by library and information specialists so that 
their value is maintained.  The world of Library 2.0 offers a number of new 
opportunities, as, like Web 2.0, it can: 
• Facilitate flexible Web design, creative reuse and updates  
• Provide a rich, responsive user interface 
• Facilitate collaborative content creation and modification 
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• Enable the creation of new applications by reuse and combining different 
applications on the Web or by combining data and information from 
different sources 
• Establish social networks of people with common interests, support 
collaboration and help gather collective intelligence. 
    (Feighan & Lewis, 2008, p.2, citing Murugesan, 2007)   
 
Some special librarians have predicted that as society becomes more dependent on 
online information the role of the librarian becomes even more vital (Hart et al, 
2009).  A recently released report for the Australian Learning and Teaching Council 
(ALTC) outlines the future requirements for libraries and staff in the Web 2.0 
environment in terms of the anticipated skill sets required.  Focus groups were held 
with library and information staff representing all library sectors across Australia to 
explore perceptions of Library 2.0 skill sets.   Preliminary findings from the focus 
group data have pointed to eight key factors that characterise ‘Librarian 2.0’ 
(Partridge, Lee & Munro, 2009):   
 
Technology 
Interestingly, IT was not a dominant issue, but was generally acknowledged to be a 
means to an end, rather than the end itself.  “The successful librarian in the Web 2.0 
world (and beyond) needs to be aware of, and have some fundamental 
understanding of, the emerging technology – what is available and what it can do 
and how to make it do what is needed, but they do not need to be IT professionals 
per se” (p.9). 
 
Learning 
Lifelong learning was highlighted as a key attribute, so that the ability to stay up to 
date through professional development was important. “Librarian 2.0 has an 
inquiring mind, enjoys playing and experimenting and loves learning. They are also 
willing to share their knowledge with their colleagues and to mentor and coach 
others.” (p.9). 
 
Training and education 
It was noted that the educative role of library and information professionals was 
critical, so that understanding how people learn and having the skills to explain 
complex things and help people make the best use of technology were part of the 
desired skill set. 
 
Research and evidence-based practice 
Research skills were considered important, to support planning and decision 
making. “Gathering evidence to demonstrate feasibility, and undertaking continual 
evaluation and assessment of resources and services being introduced in the ever-
changing and frequently untested web 2.0 world was seen as vital” (p.10). 
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Communication 
It was acknowledged that high level communication skills were essential, to engage 
in written and oral communication in different media and formats, but they also 
“must know how to be an advocate and lobbyist for the resources and programs 
they want to introduce… they need to be able to be good at negotiation and 
diplomacy and able to build relationships and establish networks with individuals 
and groups whenever it is needed” (p.10). 
 
User focus 
Interpersonal skills were regarded as crucial:   Librarian 2.0 loves working with 
people and is good at developing relationships with people and creating 
communities, drawing on the experience of users. “Librarian 2.0 is no longer the 
gatekeeper: ‘the gate now opens both ways’” (p.10). 
 
Business savvy  
It was critical that Librarian 2.0 was outcomes focused, with good project 
management skills, with the ability to multi-task, solve problems and prioritise.  
“They understand how organisations function and how to influence, inform and 
enable strategic decision making… They are not only open to and able to manage 
change but are the drivers of change within their library services, their governing 
organisation and profession” (p.11). 
 
Personal traits 
It was agreed that Librarian 2.0 should be enthusiastic and inspirational: “They have 
vision, spark and creativity. They know how to lead and motivate. Librarian 2.0 is 
adaptable, flexible, persistent and resilient… Librarian 2.0 has an open mind and is 
willing to try new things and learn from their failures – their mantra is ‘just do it’” 
(p,11).  
 
Most significant in this research is that the participants in the study saw Library 2.0 
as a ‘watershed’ moment in the profession: “Librarian 2.0 is a paradigm shift and 
because of this it is acknowledged that not everyone is ready to be, or wants to be, 
involved” (Partridge, Lee & Munro, 2010  p. 11-12). 
 
The ALTC has recently funded a second study into the changing nature of the library 
and information profession: Re-conceptualising and re-positioning Australian library 
and information science education for the twenty-first century 
(www.liseducation.org.au/information/).  This collaborative research project 
involves all academic institutions offering library and information management 
courses and seeks to examine the requirements for developing future information 
professionals who will have the skills and attributes needed to develop and 
maintain high quality professional practice.  The study aims to develop a future-
focused framework that will “provide guidance on how best to reposition and  
 
Queensland Government Agency Libraries Review 
 
Literature Review 29 
12 March 2010 
 
reshape Australian LIS education to ensure it remains dynamic, responsive and  
sustainable to the evolving information age in response to the ever changing 
marketplace demands of the twenty-first century”.  The project will help articulate 
the changing skill set, along with the shape of the associated education and training 
required by special librarians, including government librarians. 
 
O’Connor (2007) stresses that while traditional library skills are important, special 
librarianship places a stronger emphasis on knowledge of the business of the parent 
organisation and partnerships with library clients.   More specifically, Sayers (2004) 
summarised the role of government library staff in his discussion on the Queensland 
Government Library Consortium: “libraries and research services are essential to 
informing the business of government, principally by ensuring public sector 
administrators and elected representatives can readily access the information they 
require to discharge their duties effectively” (p.282).  Griffiths (2009) noted five key 
characteristics displayed by government librarians and their staff: 
 
• The ability to work within a political environment (understand the roles and 
responsibilities of departments) 
• The ability to write and read government ‘language’ (interpret and 
understand government-speak) 
• An understanding of the relationships between departments (understand 
the larger picture/political landscape) 
• An understanding the role of the library in regards to Knowledge 
Management  
• The ability to display tenacity and endurance (coping with political change). 
 
The professional literature has also noted the impact of the ageing population of 
library staff and the need to welcome a new breed of librarian to the profession. 
The Australian picture (Hallam, 2008) is not significantly different from the US 
(Griffiths, 2008a), Canada (Whitmell, 2006) and New Zealand (Ralph and Sibthorpe, 
2009), with common concerns about the nature of an ageing workforce within the 
library sector.  The impact of the exit of an ageing library staff population is also 
noted in the discussion of knowledge management, with appropriate human 
resources management  and succession planning seen as essential (Teece, 2006; 
Lodge & Pymm, 2007).  In an open letter to his peers, Abram recently cajoled 
‘mature’ information professionals to look to the future:  
 
Special librarianship is facing the challenge of a major generational change; 
and it is all happening in the context of technological, socio-economic, and 
global upheaval. It's exciting. It's frightening. And it's tiring. It is ongoing, and 
the changes are sometimes they're not as clear as we might like. 
(Abram, 2008a, p.36) 
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Abram encourages mentoring as a knowledge transfer process to help newer 
professionals acquire the management skills they need; however at the same time, 
younger staff have a lot to offer their older colleagues:  
 
Trust me; they're an amazing group of people. And, while they have good 
native interpersonal skills, foundations training for management, and 
wonderful intelligence and energy, they don't have the patina that comes 
from experience. They also have some of the deepest skills I have ever 
encountered with respect to technology. 
(Abram, 2008a, p.36) 
 
Abram followed up with an open letter to his ‘new peers’, seen as the profession’s 
future (2008b).  He encourages the new generation of information professionals 
“open yourself up inter-generationally… partner beyond your organization and work 
across generations to design a project to capture everyone’s knowledge so we can 
share on a higher level” (p.48).   New and innovative library services can be 
achieved through the sharing of knowledge, experience and ideas. 
 
Staff development and training remain high on the agenda.  Staff in government 
libraries must be able to meet the challenges and grasp the opportunities of the 
digital age: “librarians need to enhance their technological knowledge and skills -  to 
engage in ongoing learning and skill development” (AGLIN, 2009b, p.4).  McCallum 
and Quinn (2204) recommend development opportunities cover topics such as 
strategic planning, alignment with stakeholder objectives, and 'moving up the value 
chain' (p.65).  There is also “a strong indication that specific support is needed for 
information literacy in the workplace, and in particular for government librarians. 
This could include topics such as course development and adult learning styles, but 
also subjects such as time management and how to change work flows in their 
libraries to allow library staff to prioritise their time and opportunities for training 
clients” (Kirton et al, 2008, p.253). 
 
6.0 Summary 
 
Through a digest of the professional and academic literature, this literature review 
has presented a discussion of the issues and challenges facing contemporary 
government libraries.  The government context is in itself is changing, reflecting the 
demands of technological developments, financial pressures and the movement 
towards more streamlined, collaborative models for service delivery.  Across the 
developed world, many government library services are also seeking to establish 
ways of working more cohesively and collaboratively to eliminate duplication of 
resources in order to increase value and to better utilise the skills and experience  
of library and information professionals. 
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Attention is paid to the difficulties encountered in evaluating the intangible 
contributions made by libraries to organisational success.  The challenges are 
increasing as more participative approaches to information creation, access and 
sharing are introduced through Web 2.0 technologies.  However, beyond the 
challenges there are also opportunities: a number of best practice examples are 
provided to illustrate the growing interest in embedding information professionals 
in the work groups in order to directly support the achievement of strategic and 
operational objectives.   Directly linked to this concept is the need to utilise 
marketing, branding and promotional activities to articulate the alignment with 
organisational goals and business outcomes, to demonstrate the value inherent in 
the professional ability to link people, resources and technology.  The changing 
times are encouraging information intensive organisations to innovate and 
reconfigure their own future.  
 
The new paradigms of the 21
st
 century are forcing all types of libraries to re-assess 
their roles they play within the communities they directly serve.  This means that 
there is also a need to re-assess the range of skills and competencies required by 
the people who work in libraries.   While many of the traditional skills of librarians 
have been progressively evolving to accommodate the new environments they are 
working in, there is a growing need for library staff to stretch their capabilities and 
to move out of their comfort zones.  Social media, end-user empowerment and 
evolving technology are taking information professionals away from a content 
management focus to become involved in the development of next-generation 
processes that will support the core business of the agency.  The library profession 
is working to re-invent itself, as “the coming decade will see a greater emphasis on 
staff flexibility, participative management practices, a rapid evolution in the nature 
of the work performed and an increasing emphasis on working smarter and 
delivering more with less” (Lodge & Pymm, 2007, p.308).  There are immense – and 
rewarding – opportunities for government agencies to create new service models 
and to capitalise on the new practices that are possible in this changing 
environment. 
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